" g

Vikas Sheth
Country Head - India
Milestone Inc.

How Your CMS Can Solve
Omnichannel Discovery Problems

Aparna lyer
Director of Products
Milestone Inc.

Brandon Harper =NGAGE ;:ﬁ:ﬁF&RM
Director Product Strategy (MDS) - 50 9] AND GROW
Marriott International | DIGITAL BREAKTHROUGH

Milestone




Understanding User Experience

Vikas Sheth

Country Head - India

_NGAGE ENHANCE
| 2 O 2 AND GROW

Milestone




CONTENI
Content Has & -
\ e

No Audience!




User experience
Focus on solving a customer problem

B _ Convenience
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-= User Experience - Google’s Page Experience

o a ¢ e o m

—3 Measures performance
in all pages of the
Go,\gle Good URLS @ Total impressions of good URLs &) WebSite

1 00% 29_2K (@ Aboutchart

|Your' site has 100% URLs with a good page experience

Page Experience Pillars

URLs Impressions
100% 24K

New Scoring Criteria
@ E .
Loadmg 3/25/21 4/6/21 4018/21 4/30/21 sna2 5/24/21 6/5/21 617/21
| | _ v

User Annoyance

age experience signals
< FAQ
€ L § . ™~
7 B Core Web Vitals @ > Mobile Usability @ >
Security & Manual Actions v
@ Security & Privacy v v
Legacy tools and reports v No issues detected No issues detected
o o 553 Accessioney
Accessibility @
Settings
Security issues @ > HTTPS @
v v
JB Submit feedback
No issues detected Your site uses HTTPS. Learn more
(D About Search Console
e Security & Privacy e Security & Privacy
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I User Experience - Organization-Wide discipline

Page experience focuses on User Experience which goes beyond just one team

=y

=

Design Content Programming CMS IT QA
Page Experience Mobile-first web Implementing Enhancing CMS Robust & Web vitals to be
optimized design content technical best for optimizing scalable IT an integral part
practices resources infrastructure of QA

Best practices set up across all teams!



— Brand promise and enhanced discovery

OUR HISTORY ACCOMMODATIONS EXPERIENCES DINING MEETINGS WEDDINGS & EVENTS — MORE
\ a A AL

i H18t0ry R

UNSCRIPTED '
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— Improved discovery with Service Area pages!

| sm—]
HOME CENTRIA AUTISM v CENTRIA HEALTHCARE v  ABOUT CENTRIA v . GIVE US A CALL

COVID-19: Our commitment to safety

S O
centria gentria

Helping Children With
Autism Do Wonders
Through Personal
ABA Therapy

LEARN MORE >
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— Convenience with Performance!

L

LLAMAR

ENCUENTRA EL AUTO NUEVO
IDEALPARATI

Ponemos a tu disposicion el inventario de

AUTOS NUEVOS mas grande del suresti

IQUIERO ESTRENAR UN AUTO NUEVO!

- @

AUTOS PRUEBA DE MANEJO

CITA DE SERVICIO

2PRIX

=
Z 1
c-

Q W = N
. v
BUSCAR UBICACION FILTRO (0) ORDENAR

71 Resultados

$295,000

Kia Forte

2020 | 48514 km | automatico zocatecas

VER AUTO -

COMPRA UN CAMBIA O VENDE BUSCAMOS TU
AUTO TU AUTO AUTOPORTI
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— Innovation with Performance!

QR Code Usage Statistics in 2021

Recent QR Code Usage Growth

96% 98%

GROWTH GROWTH
Growth in Growth in number Growth in number
QR Reach of QR interactions of interactions per

from 2018-2020 from 2018-2020 active QR object

from 2018-2020

Breakfast

Serving Hours
Friday: 10:00 am - 1:30 pm
Saturday - Sunday: 9:00 am - 1:00 pm
Bank Holidays: 9:00 am - 1:00 pm

Pancakes

© Banana Nut 5.50

Product description goes here Lorem ipsum
dolor sit amet, consectetur adipisicing.

With option 1
With option 2 PaYment
(S Accepted Here

Oatmeal Raisin
Blueberry

Lfﬂ%

o vt
- oo

(5]

Product description goes here Lo|
dolor sit amet, consectetur adipis

-
-

MAKE AN ORDER

< SOAN QR COX

Everything you need is here

Welcome to the Great Hotel. Find all
quick links needed for a pleasant stay.
Lorem ipsum dolor sit amet, consectetur
adipisicing elit, sed do.

TV CHANNEL GUIDE
IN-ROOM DINING MENU
GET SPA TIME

. AN
ROOM SERVICE FRONT DESK THINGS TO DO
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How CMS Enables Omnichannel
Experience & Solves Discovery Problems

Aparna lyer

Director - Product
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== Customer Problems & How do we solve it? - End-to-End Content Management / Delivery

Integrate Customer

Content Discovery Omnichannel Presence :
Touchpoints
Customer Acquisition Build once, serve multiple Agile (MACH)
HOW
SEO-FIRST CMS Web | AMP | PWA | Voice Assistants | Local FAQ | Events | Reviews | Inventory

* Fast websites, optimized across devices * Unified content, APIs, Reusable content modules e Multiple 3 party API Integrations
*  Embedded Schemas *  Web, mobile, voice assistants compatible *  MACH Alliance
* Core Web Vitals, Google Page Experience *  Multi-channel, Multi-device, Multi-language * Unified collaborative platform for technical developers,
*  Agile CMS 4 *  Content workflow, Roles and Permissions management eI R SNt se s

*  White label partner community

* Personalization

Our Core Differentiator
15-25% increase in revenue/leads on moving to Milestone platform

Milestone




—= SEO-First Content Platform - Drives 15-25% Increase in Online Leads/Engagement

Omnichannel Platform

» Website, Mobile, AMP, PWA, Local, Reviews
» Optimized for crawlability & indexability

* FAQ content, Voice

* Events

Scalable Architecture

Several vertical integrations by
industry

Used by major brands, such as
Marriott, Nissan, Preferred, Renault,
IBC, Conns in over 8000 websites

Mobile-first
Accelerated Mobile Pages (AMP)
Progressive Web App (PWA)

Authentic and
sustainable travel
experiences

* Integration with Global Schemas

» Core Web Vitals, Google Page
Experience

* Robots.txt, sitemap.xml

Drive Experience and
Conversion

+ Engagement,

* Accessibility (ADA)

« Privacy (GDPR, CCPA) Events calendar

* Limited-time offers

« Cart abandonment and revenue recovery

-0

Analytics and Reporting

* Quantitative Analytics
« Qualitative Performance

Milestone




— How do we do this?

Marketing Tools

=

Form Submissions

%

Site Abandonment

D

Rating & Reviews

Social Media Links

O

Push Notifications

Manage Content

&

Website Editor

Assets

Gallery Page

FAQ

Blog

Pages

Y

Amenities

o

Banners

Event Calendar

Settings

-
User Settings

Business Profiles

SEO Panel

Page Experience

Crawling & Indexing

o

Clickability & Schema

@

Content & Relevancy

Programmer ¥

Newsroom

B

Menu

C.]

Carousel

=]

News Category

©

Inventory

* @ Back to Suite

Milestone



E Content Discovery: SEO-First CMS

SEO Panel M ||()5t0 e ¢

> M Manage Content

ﬁ Page Experience

> /&~ Marketing Tools

Core Web Vitals Site Speed

|
T

> Control Panel

Page Experience @ Image Lazy Loading (3) 87 Site Speed Score
> Q, SEO Settings

[T
Tl

& JS Lazy Loading ® @& CMS Caching Enabled
€ CSSlLazy Loading (7) & CDN Caching Enabled
= & Minified CSS () AMP
© Minified JS () & Accelerated Mobile Pages (AMP) Enabled ()
Crawling & Indexing Mobile Friendly ADA
& Mobile template is present (i) & ADA Enabled
& Tablet optimized template (7) & 0 Critical Error(s)
Safe browsing €3 2 Contrast Errors(s)
@ & HTTPS Enabled ()
Clickability & Schema €) Website Certificate (Expiry date: 02/03/2022) ()

Crawling & Indexing

Q Sitemap Crawl Budget

Q Sitemap is available? Q Crawl Budget
Content & Relevancy

Milestone




— Omnichannel Presence: Creating and Publishing across all devices

r

Step 1 Create Template

Easy creation of templates
Roles and Permissions

Create Page © selectPageType >
Step 1: Select Page Type

Blank Shell Template Or Select Page Template

Contains header and footer you

can add MiBocks to the body All Templates

Meetini gs

~\

-
Step 2 Create Miblocks

Easy Authoring for Business Users
Moderation Workflows

Applicable across devices

.. Helping Children With

ﬁ
Autism Do Wonders
» Through Personal
&' ABA Therapy
> 4
Milestone 0 e o

~

Step 3 Publish Content

API| based Content Delivery
Version Control

Pages
Manage Content / All Pages
+ & centria.com D) Duplicate W Delete [N
> M Autism ¥ Page Name Page Ali Navigation Version
™ ¥ Home-Main-Banner Homg B imary 5
> Il Abo

Helping Children
With Autism Do

Wonders Through

Personal ABA
Therapy

Last E

Milestone



= Omnichannel Presence

MileStone  cus

Centralize Content, Images and manage User Roles

83 Dashboard

~ M Marketing Tools
Form Submissions
Social Media Links
Site Abandonment
Rating & Reviews
Push Notifications

v 4~ Manage Content

Website Editor

[ Outside in Florida

Pages W o
o - 1364 XB 400 x 300
Amenities
Gallery Page
Banners
FAQ
Event Calendar -
4 > O Outside in Florida
W Hote
- 6.4XB 200 x 300

[1_Oustside in Florida

Aszsets: Allw

Tags ¥ ~ L Al

[ Sands Lounge
- “oung=

[0 The ice Lounge
M Reztaurams

& JPG 136.4K8 400x300 @

[ Sands Lounge
I loung=

- JPG 13648 200x300 @

[1_Sunset Pnal

[1_The ica | ounoe [1_Bavside Pnal [ _Sands | ounoe
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— Integrate All Customer Touch Points — Agile

AiTosur  Z1PRIX @ iyl

Spin Car Integration

&) SPINCAR

2019 Renault Captur CAPTUR
2.0L INTENS CON AA EE CD;BA/ Car Inventory through DMS integration

AUT SUV 4 CIL 5P 5 OCUP

/. Precio:275000

Search Filters Optlmlzed through & Marca: Renault

CMS Afio: 2019

(D Kildmetros: 41000
& Transmision: AUTOMATICO

CRM Integrations for RFP
SALE
BRO AZL | . |

Rich Partner Ecosystem

Quirer = SMAXI
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Omnichannel CMS Use at Marriott

Using Content to Adapt to a Chaotic Marketplace

Brandon Harper

Director Product Strategy, Marriott International
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Marriott’s Dual CMS Environment




E Marriott Utilizes Milestone CMS to Augment Our Enterprise CMS

Milestone

S Adobe Experience
Manager

v Core enterprise platform for ~7,500
standard hotel websites

<

High level of IT integration required

&

Long-term cost benefits

&

Supports internal integration &
personalization

v Meets all compliance & governance
standards

v Fully optimized for search and mobile

\

v

Core enterprise platform for
~5,000 ancillary hotel
websites

Low level of IT integration
required

Distributed authorship a key
benefit to hotels

Meets all compliance &
governance standards

Fully optimized for search and
mobile

By using combined CMS platforms Marriott hotels benefit by having the best of both worlds:

f

Milestone allows us speed and flexibility while AEM allows for long-term cost savings, stability, and

internal alignment

Milestone



Scalability: Bringing New Products to

Market




= Hotel Digital Needs Are More Diverse than Ever Before

We are seeing a desire from hotels to create all Verizon & 9:19 AM 7 100% @ .| Verizon B .de:S::::r/i\dhge . 7 100% @
more unique, theme-based content than @ jwdesertridge.com (1)

i - K o=Menu @ & goiwsy
ever before; largely in an effort to win the e 5 WTREC - JWMARRIOTT ONve
leisure traveler: o2 01 — 06

 Food and beverage

 Spa

 Golf

 Multi-outlet PHOENIX, AZ

e Dual or Tri-Brand Room to

e Leisure Amenities Explore ® N B D Water, Water Everywhere

Dive into refreshment at one of
five sparkling swimming pools, a
serpentine waterslide and lazy

Milestone CMS has allowed Marriott to quickly WELCOME TO JW river

stand up dynamic, compelling sites that MARRIOTT DESERT RIDGE DETAILS >

suit the varying needs of the hotels and BOOK NOW

provide an excellent landing spot for paid media. & B [ .. S—

Milestone




— Hotel Digital Needs are More Diverse than Ever Before

[ 4

B MARRIOTT
Overview Adventure Celebrations €3 English £ Sign In or Join BOOK NOW BONVeY
JWMARRIOTT =

Milestone




Speed to Market: COVID Response




E COVID-19 Response Case Study: What to Expect Sites

Rapid response required to ensure hotel guests are aware of and comfortable
with property responses to COVID-19

& C & whattoexpect.marriott.com/tpams Hotel Information
@ % Bookmarks S &) MyHR (@ AllFiles | Powered.. @ Salesforce MDS &) MarPay = eCommerce Franc.. @ Campaign Classif.. @ Home - Global Dis.. @ [E] Yelp Bulk Submiss.. &)} MiHotel Directory [B) EmmEAl o7
Q@English @ Help @ My Trips &signinorJoin g
MARRIOTT INTERNATIONAL'S COMMITMENT TO CLEAN v
Clearwater Beach Marriott Suites on Sand Key
Q 1201 Gulf Boulevard, Clearwater Beach, Florida USA 33767 & 1727 - 5961100
MARRIOTT
SHARED RESPONSIBILITY v
SOCIAL DISTANCING MEASURES & CONTACTLESS EXPERIENCE v
ENHANCED CLEANING PROTOCOLS & HOUSEKEEPING SERVICE AT THIS HOTEL ~

\ » Housekeeping Services. By request only and will not be automatically provided. Arrangement for housekeeping services will be made at time of check-in

and will be conducted while you are away from the room when possible.

+ Enhanced Public Space Cleaning. We have increased the frequency of cleaning and disinfection, especially in high-traffic areas like restrooms and

elevators and provided more hand sanitizing stations.

TRREEEE

Every guest room is thoroughly cleaned and disinfected prior to your arrival. During your stay, we will not provide housekeeping automatically every day. If
you wish to receive daily housekeeping refresh service, please let us our guest services team know. We will be happy to make schedule service according
to your preferences. Please note that if you are staying with us a bit longer, we will automatically clean your guest room after every 6th night.

!

1 LLLLL

0

|

PROPERTY AMENITIES & SERVICES v

Milestone CMS allowed Marriott to create ~2,500 “What to Expect” sites with full distributed
authorship, allowing hotels to update their COVID response information in real-time.

Milestone




E COVID-19 Response Case Study: What to Expect Sites

@ English @ Help @ My Trips &signinorJoin  BONVOY:

Clearwater Beach Marriott Suites on Sand Key

Q 1201 Gulf Boulevard, Clearwater Beach, Florida USA 33767 <. 1727 - 596-1100
MARRIOTT
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Taking care of you.
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Key Takeaways

Milestone

User experience is going to be the key for winning
customers in 2021

Delivering brand experience at distance is difficult but
important

Page experience and Core web vitals is important and is
organization discipline

Solving Content discovery, omnichannel presence &
integrating customer touch point needs to be key priority

Duel CMS approach and Speed to market helps in scaling
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